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Abstract: This paper deals with expectation of stake holders with regard to TQM in enhancing 
organization’s effectiveness. Before the data is analysed for verification of hypothesis, it has been thought 
pertinent to analyze the characteristics of the respondents chosen for the study. This is intended to create 
a picture of the representative respondents and in order to develop a reference frame for further analysis.  
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I. INTRODUCTION 
The respondents are working in software 
companies in Bangalore, Karnataka state in India. 
The characteristics of the respondents in the present 
study are described on the basis of the following 
criteria 1.  Sex.2. Designation 3. Age and 4 
Experience. The total staff selected is 930, of 
which nearly 100 staff members belong to female 
category and questionnaires have been mailed to 
them who are working in 16 software companies in 
Bangalore, of which 190 staff members belong to 
various categories responded. As stated. Above, the 
general questionnaire has been analysed under the 
following heads. As regards the questionnaire sent 
to various staff, 190 staff responded of which 18 
staff belongs to female category.  The lowest age is 
23 years and highest 40 years. The median age of 
the respondent female is 33.61 years. The analysis 
of respondents is shown in Table. 
DISTRIBUTION OF STAFF SEX WISE 
Sr.No Category Number Of Staff 
   1 Male               172 
   2  Female                 18 
             Total               190 
The questionnaire has been sent to staff belonging 
to various category viz., managers, Executives, 
senior consultants and fresh engineers. Of the 190 
respondents, there were 20 Managers, 53 
Executives, 66 senior consultants and 51 fresh 
engineers. 
 
DISTRIBUTION OF STAFF CATEGORY WISE 
Sr. No. Category Number of Staff 
1. Managers 20 
2. Executives 53 
3. Senior consultants 66 
4. Fresh engineers 51 
 Total 190 
Age wise classification of respondents who had 
responded is stated as follows. Of the 190 
respondents 24 staff was below 25 years, 112 
between 26 to 30 years, 50 staff members were 
between 31 to 35 years and 4   were above 36 
years. 
DISTRIBUTION OF RESPONDENTS AGE 
WISE 
Sr.No. Category Number of Staff 
1. Below 25 years 24 
2. Between 26 to 30 years 112 
3. Between 31-35 Years  50 
4. Above 36 Years  4 
 Total 190 
The experience wise analysis of the   responses 
revealed that 5 staff members have  less than 1year 
experience, 16, 46, 68, 51 and 4 staff members had 
experience between 1-5 years, 5-10 years, 10- 15 
years,15-20 years and above 20 years respectively. 
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DISTRIBUTION OF RESPONDENTS 
EXPERIENCE WISE 
Sr. No. Experience in Number of 
Years 
Number of Staff 
1. Less than 1 Year  5 
2. Between 1-5 Years  16 
3. Between 5-10 Years  46 
4. Between 10-15 Years  68 
5. Between 15-20 Years  51 
6. Above 20 Years  4 
 Total   190 
In order to present the various characteristics such 
as sex, category and experience, an age wise 
analysis has been tabulated. TQM of an 
organisation is not a choice left to the goodwill of 
top management, a luxury of profitable industry, a 
fringe benefit of large stake holders. It is a must, a 
requirement of the socio-economic system, a 
process imposed on the enterprise as a result of 
organizational growth, changing technology and 
changing competitive environment in its wider 
sense. Planned implementation of TQM is one of 
the main tasks of any public enterprise for its own 
survival in an increasingly changing environment. 
However, the present system of TQM reveals that 
there is no motivation for implementing the TQM 
and expectation of stake holders are  not taken into 
account. 
AGE WISE ANALYSIS OF RESPONDENTS. 
AGE IN 
YEARS 
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EXPECTATION OF STAKE HOLDERS 
What the stake holders expects as the 
organization’s reasons for implementing TQM, 
affects their involvement, in the implementation of 
TQM .  For a meaningful discussion of results, the 
expectations were studied under the following 
heads: - 
EXPECTATIONS OF TQM WITH REGARD TO 
7 major criteria are listed in Table .  
EXPECTATIONS OF TQM ON 7 MAJOR 
CRITERIA 
1 Enhances effectiveness 
2 Increases productivity 
3 Is routine  
4 Does not enhance profits 
5 Gets more clientele 
6  Work culture suffers  
7 TQM should be in all 
levels. 
   Dananjay Anand Pushkala* et al. 
  (IJITR) INTERNATIONAL JOURNAL OF INNOVATIVE TECHNOLOGY AND RESEARCH 
Volume No.4, Issue No.1, December - January 2016, 2714 – 2709. 
2320 –5547 @ 2013-2016 http://www.ijitr.com All rights Reserved.  Page | 2716 
EXPECTATIONS WITH REGARD TO TQM 
ENHANCE EFFECTIVENESS OF 
ORGANISATION 
Irrespective of category, age, sex, experience etc., 
every respondent had stated that, TQM helps in 
enhancing effectiveness of every organisation. The 
respondents in a different place of the 
questionnaire, when asked whether they are 
willingly participate in the implementation of 
TQM, 153 respondents had affirmed the statement 
and said “yes” which works out to 81%. It can be 
seen that 71 respondents stated that TQM increases 
productivity and only 3 respondents out of 190 had 
stated that, they did not enhance profits. 98 
respondents (51%) had stated that TQM improves 
the clientele much. When asked with regard to the 
question whether the TQM is just routine only 13 
respondents agreed. Whereas other (177) have 
stated that it was not so. Also 140 respondents 
(70%) had stated that the objective of the TQM was 
imparting knowledge, developing skills and 
changing attitudes. 146 respondents out of 190 
(77%) had endorsed the view that organisation was 
benefitted much when it implements  the TQM 
practices. Also 57% of the respondents are of the 
view that TQM increased efficiency of the 
organisation if implemented properly and only 26% 
had the opinion that the TQM had any direct 
relationship with business turnover and viewed that 
TQM had direct bearing on business and that 
organisation had benefited much. Further they also 
opined that, TQM also increased individual 
efficiency. With better product knowledge and 
good skill development, the staff can service 
effectively, which makes the customer happy and 
satisfied. So a satisfied customer brings more 
business and then business turn-over would be 
increased indirectly if TQM is effective. This can 
be seen from the responses received for the 
question  that service improves with TQM which is 
vouched by 89.47% of the respondents and again 
93.15% of the respondents had stated in a clearer 
terms, work culture does not suffer, and TQM 
enhances the effectiveness of the organisation. 
TQM HELPS IN ENHANCING 
EFFECTIVENESS OF EVERY 
ORGANISATION -CHI - SQUARE TEST 
Classificati
on 
Observe
d value 
D
f 
5% level 
of 
significan
ce 
Remarks 
Sex 0.12 1 3.841 Insignifica
nt 
Category 0.34  7.815 Insignifica
nt 
Experience 3.03 5 11.070 Insignifica
nt 
Age 0.31 3 7.815 Insignifica
nt 
TQM WOULD BENEFIT MUCH   CHI - 
SQUARE TEST 
Classificati
on 
Observe
d value 
D
f 
5% level 
of 
significan
ce 
Remarks 
Sex 1.00 1 1.00 Insignifica
nt  
Category 0.59 2 0.95 Insignifica
nt 
Experience 0.69 4 0.81 Insignifica
nt 
Age 0.85 2 0.95 Insignifica
nt 
The values obtained statistically proves that there is 
positive relation between TQM helps in  enhancing 
effectiveness of every organisation, irrespective of 
various classification viz., sex, category, 
qualification, experience, age etc. Organisation 
which implements TQM would benefit much and it 
aids in servicing the society effectively resulting in 
enhancing effectiveness of TQM, which is proved 
by the following statistical analysis.  
TQM WOULD BENEFIT MUCH   - PPMC 
TEST 
Classific
ation 
Obser
ved 
value 
D
f 
Lev
el 
of 
5% 
Significan
c10% 
Remarks 
Sex 1.00 1 0.9
9 
1.00 Insignifi
cant 
Category 0.22 2 0.9
5 
0.99 Insignifi
cant 
Experien
ce 
0.63 4 0.8
1 
0.92 Insignifi
cant 
Age 0.58 2 0.9
5 
0.99 Insignifi
cant 
Respondents vouched that TQM not only increases 
productivity  buy also felt that it is a good 
investment on the organisation, which implies 
effectiveness of TQM, which can be observed from 
the following statistical analysis, where the results 
observed are highly insignificant.  
TQM INCREASES PRODUCTIVITY CHI – 
SQUARE TEST 
Classificati
on 
Observe
d value 
D
f 
5% level 
of 
significan
ce 
Remarks 
Sex 0.17 1 3.841 Insignifica
nt 
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Category 0.36 3 7.815 Insignifica
nt 
Experience 1.01 5 11.070 Insignifica
nt 
Age 0.64 3 7.815 Insignifica
nt 
 TQM INCREASES PRODUCTIVITY - PPMC 
TEST 
Classificati
on 
Observe
d value 
D
f 
5% level 
of 
significan
ce 
Remarks 
Sex 1.00 1 0.99 Insignifica
nt 
Category 0.22 2 0.95 Insignifica
nt 
Experience 0.63 4 0.81 Insignifica
nt 
Age 0.58 2 0.95 Insignifica
nt 
 TQM INCREASES PRODUCTIVITY - 
ANALYSIS OF VARIANCE ‘F’ TEST  
Classificati
on 
Observe
d value 
Df 5% level 
of 
significan
ce 
Remarks 
Sex  0.020 ½ 18.51 Insignifica
nt  
Category  0.180 1/6 5.99 Insignifica
nt 
Experience  0.020 1/1
0 
4.96 Insignifica
nt 
Age  0.018 1/6 5.99 Insignifica
nt 
When the results regarding TQM enhance profits 
and TQM improves the clientele much, was 
subjected to analysis of variance (“F” Test), it was 
established that both are positively related. The 
observed values and level of significance at 5% 
level are highly insignificant, which prove that 
TQM enhances effectiveness of organisation by 
enhancing profits and TQM improves the clientele 
much. Effective TQM calls for clarity of objectives 
and means. Both ends and means must be 
appropriate to the purpose. Relating them demands 
clear specification for each part of the TQM task 
including resources of time, skill and facilities 
required for it. If this is taken care, then TQM 
enhances effectiveness of organisation by 
enhancing profits and TQM improves the clientele 
much.  
The following analysis of data collected reveals 
how individual effectiveness is related with TQM 
effectiveness. The comparative study between the 
following variables revealed an interesting analysis 
.TQM increases efficiency of the organisation if it 
implemented properly and that the TQM has  direct 
relationship with business turnover. Benefit accrues 
to organisation  due to TQM, and it is useful to 
society. The hypothesis that, individual 
effectiveness is positively related to TQM 
effectiveness had been proved by the following 
analysis, and to prove it statistically, the following 
tools had been made use of viz. Chi-squre test, 
Pearsons Product Moment Correlation (PPMC) 
test, Fisher’s ‘t’  test and Analysis of Variance ‘F’ 
test. The results of all statistical tools are 
summarised in table. The table reveals that the 
observed values are all  insignificant which 
establishes the hypothesis firmly.  
RELATIONSHIP BETWEEN TQM 
IMPLEMENTATION AND BUSINESS 
TURNOVER - CHI-SQUARE TEST  
Classificati
on 
Observe
d value 
D
f 
5% level 
of 
significan
ce 
Remarks 
Sex 0.04 1 3.841 Insignifica
nt 
Category 0.34 3 7.815 Insignifica
nt 
Experience 1.93 5 11.070 Insignifica
nt 
Age 2.54 3 7.815 Insignifica
nt 
RELATIONSHIP BETWEEN TQM 
IMPLEMENTATION AND BUSINESS 
TURNOVER -PPMC TEST   
Classificati
on 
Observe
d value 
D
f 
5% level 
of 
significan
ce 
Remarks 
Sex 1.00 1 0.990 Insignifica
nt 
Category 0.96 2 0.950 Insignifica
nt 
Experience 0.19 4 0.810 Insignifica
nt 
Age 0.67 2 0.950 Insignifica
nt 
RELATIONSHIP BETWEEN TQM ENHANCES 
PROFITS AND  TQM  IMPROVES THE 
CLIENTELE -CHI-SQUARE TEST  
Classificati
on 
Observe
d value 
D
f 
5% level 
of 
significan
ce 
Remarks 
Sex 0.10 1 3.841 Insignifica
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nt 
Category 0.60 3 7.815 
Insignifica
nt 
Experience 1.03 5 11.070 
Insignifica
nt 
Age 2.78 3 7.815 
Insignifica
nt 
RELATIONSHIP BETWEEN TQM ENHANCES 
PROFITS AND  TQM  IMPROVES THE 
CLIENTELE -PPMC TEST  
Classificati
on 
Observe
d value 
D
f 
5% level 
of 
significan
ce 
Remarks 
Sex 1.00 1 0.990 Insignifica
nt 
Category 0.93 2 0.950 Insignifica
nt 
Experience 0.32 4 0.810 Insignifica
nt 
Age 0.88 2 0.950 Insignifica
nt 
RELATIONSHIP BETWEEN TQM AND 
INDIVIDUAL DEVELOPMENT- CHI-SQUARE 
TEST  
Classificati
on 
Observe
d value 
D
f 
5% level 
of 
significan
ce 
Remarks 
Sex 0.21 1 3.841 Insignifica
nt 
Category 0.12 3 7.815 Insignifica
nt 
Experience 1.28 5 11.070 Insignifica
nt 
Age 2.95 3 7.815 Insignifica
nt 
RELATIONSHIP BETWEEN TQM AND 
USEFUL TO SOCIETY- CHI-SQUARE TEST  
Classificati
on 
Observe
d value 
D
f 
5% level 
of 
significan
ce 
Remarks 
Sex 1.00 1 0.990 Insignifica
nt 
Category 0.99 2 0.950 Insignifica
nt 
Experience 0.05 4 0.810 Insignifica
nt 
Age 0.85 2 0.950 Insignifica
nt 
RELATIONSHIP BETWEEN TQM 
IMPLEMENTATION AND BUSINESS 
TURNOVER -ANALYSIS OF VARIANCE – ‘F’ 
TEST  
Classificati
on 
Observe
d value 
Df 5% level 
of 
significan
ce 
Remarks 
Sex 0.02 ½ 18.510 Insignifica
nt 
Category 0.18 1/6 5.990 Insignifica
nt 
Experience 0.02 1/1
0 
4.960 Insignifica
nt 
Age 0.02 1/6 5.990 Insignifica
nt 
RELATIONSHIP BETWEEN TQM 
IMPLEMENTATION AND BUSINESS 
TURNOVER -FISHERS ‘T’ TEST  
Classificati
on 
Observe
d value 
D
f 
5% level 
of 
significan
ce 
Remarks 
Sex 1.49 1 12.706 Insignifica
nt 
Category 0.29 3 3.182 Insignifica
nt 
Experience 0.18 5 2.571 Insignifica
nt 
Age 0.39 3 3.182 Insignifica
nt 
II. CONCLUSIONS 
Further a survey conducted by the researcher 
regarding Quality activities – Degree of usefulness 
among 190 staff by asking them to rank 17 Select 
Quality activities (High or Medium or Low )  
revealed the following results.  Barring few 
activities like 5 S housekeeping (75%) and Quality 
costing (20 %)   etc as low,all other activities had 
been ranked as High and Medium.  The Quality 
activities had been alphabetically arranged and not 
in the order of Rank. 
QUALITY ACTIVITIES – DEGREE OF 
USEFULNESS 
Quality activities High Medium Low 
5-S housekeeping 
10 
% 
15 % 75 
% 
Acceptance Sampling 
97 
% 
01 % 02 
% 
Benchmarking 
02 
% 
95 % 03 
% 
Design of Experiment / 
10 80 % 10 
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Taguchi Method % % 
Failure Mode Effect Analysis 
(FMEA) 
90 
% 
01% 09 
% 
Internal Quality Audit 
08 
% 
90 % 02 
% 
ISO 9000 Standard 
01 
% 
85 % 04 
% 
Problem solving technique 
92 
% 
03 % 05 
% 
Production Planning and 
Control 
20 
% 
76 % 04 
% 
Quality awareness program 
88 
% 
02 % 10 
% 
Quality Circle / Quality 
Improvement Teams 
69 
% 
12 % 19 
% 
Quality Costing 
10 
% 
70 % 20 
% 
Quality Function Deployment 
(QFD) 
89 
% 
06 % 05 
% 
Six-sigma program 
08 
% 
75 % 17 
% 
Statistical Process Control 
88 
% 
02 % 10 
% 
Supplier Improvement 
Activities 
86 
% 
03 % 11 
% 
Total Productive Maintenance 
(TPM) 
75 
% 
10 % 15 
% 
III. REFERENCES 
[1]. Dananjay Anand Pushkala, Dr.S.Sridhar , 
An.P.Sriharsha, APPLYING COST OF 
QUALITY FOR ITIL- AN 
ILLUSTRATIVE STUDY,  International 
Journal of Advance Research in Computer 
Science and Management 4(11) · November 
2015,pp:499-507 
[2]. AN. P. DANANJAY, DR.S.SRIDHAR, DR. 
A. K. VASHISTHA, DR. G. S. 
ANANDAN, In the wonder land of new 
challenges of privacy preserving data 
mining in supply chain management, 
International Journal of Business and 
Administration Research Review. Vol.I, 
Issue No.2, Nov-Jan2014, pp:1-6 
[3]. A., Krishnan, S. K. and Kadir, S. L. S. A. 
(2002). „The structural impact of TQM on 
financial performance relative to 
competitors through customer satisfaction: 
A study of Malaysian manufacturing 
companies‟. Total Quality Management. 
808 – 820. 
[4]. Chase, R. B. and Bowen, D. E. (1991). 
„Service quality and the service delivery 
system – a diagnostic framework‟. In S. W. 
Brown, E. Gummesson,, B. Edvartsson, B. 
and B. Gustavsson (eds.).System Quality– 
Multidisciplinary and Multinational 
Perspectives.New York, NY: Lexington 
Books. 
[5]. Chien, T. K.. Su, C. H. and Su, C. T. (2002). 
„Implementation of a customer satisfaction 
program: A case study‟. Industrial 
Management & Data Systems. 102(5), 252 – 
259.  
[6]. Churchill, G. A. and Paul, P. J. (1994). 
Marketing: Creating value for customer. 
New York, NY: Irwin. 
[7]. Cronin, J. J. and Taylor, S. A. (1992). 
„Measuring service quality: A re-
examination and extension‟. Journal of 
Marketing. 56(July), 56 – 68. 
[8]. Dean, J. W. and Bowen, D. E. (1994). 
„Management theory and total quality: 
Improving research and practice through 
theory development‟.Academy of 
Management Review, 19(3), 392 – 418. 
[9]. Gronroos, C. (1978). „A service oriented 
approach to marketing of service‟.European 
Journal of Marketing. 12(8), 588 – 601. 
